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"IT am not yet so lost in lexicography, as to forget that words are the daughters 
of the earth, and that things are the sons of heaven. Language is only the 
instrument of science, and words are but the signs of ideas: I wish, however, that 
the instrument might be less apt to decay, and that signs might be permanent, like 
the things they denote." 


Samuel Johnson 


Introduction —_In preparing any listing of terminology one is always confronted with the conundrum of what 
to include and what to exclude, what concepts to seek out and which to ignore. To do this, one must consider 
the use of the document in the general sense, who will use it and why. It should, of course, be easy to use and 
fulfil the set objectives. The purpose of this lexicon (dictionary if you will) is to supplement, not supplant, the 
glossary entitled The Language of the Official Languages Program in the Public Service of Canada published by 
the Public Service Commission (PSC). It is primarily meant for internal use. This dictionary contains terms used 
within the Office of the Commissioner of Official Languages (OCOL) and is produced by the Complaints and 
Audits Branch (CAB). 


As a basic principle in the decision as to which terms should be retained, it was decided to be inclusive rather 
than exclusive. Dictionaries are not needed when one knows the meaning of a term but rather when one does 
not. This means that acronyms and codes are included. However, terms that already appear in the PSC glossary 
are not included unless the definition for use within OCOL differs. The same principle applies to the preparation 
of definitions, being limited by the desire to remain clear and simple. Terms which may be referred to in various 
documentation, concerning official languages, that do not appear in this listing are to be found in the glossary 
prepared by the PSC. As well, a few commonly misused terms with an acceptable form are included in order 
to improve the quality of written documents and our understanding of them. But these have been kept to a 
minimum. 


Entries include definitions, as well as their French equivalent, and are meant to present a standard understanding 
of internal OCOL terminology, expressions and codes (especially with respect to CAB and Regional Operations 
Branch). Where necessary, entries are cross referenced. 


This document is designed to be a reference for terms and codes that may be used in OCOL documents. New 
employees or employees that changed positions, archivists and researchers should benefit from an understanding 
of the terms used within OCOL. It my sincere hope that it proves to be useful. To again cite Samuel Johnson, 
"Every other author may aspire to praise; the lexicographer can only hope to escape reproach." 


Physical Layout All terms in this dictionary are in alphanumeric order. Each proper entry is followed by a 
French translation in parentheses, followed in turn by a definition standardized according to the requirements 
of OCOL. All proper entries are bold and italics. Acronyms included appear without italics and in bold type (e.g. 
COL). 


Any entry which is not in bold type and in capital letters (e.g. CLIENT) refers to commonly used data entry 
codes used within OCOL, specifically those used by the Complaints Evaluation and Allocation Centre (CEAC). 
Those codes which are the same as a proper entry appear following the proper entry. French equivalents do not 
accompany these codes. 


Note on this Edition This document comprises the first edition and was completed in April, 1994. It is 
necessary, here to acknowledge with gratitude the help, encouragement and useful comments of the many 
individuals consulted in the preparation of this document. 


A 


ABNYO(F:BACTY) Acronym. "Alberta, British 
Columbia, North West Territories and Yukon 
Office". Regional office of OCOL. 


Accepted Complaint(F:Plainte acceptée) 
Administrative (internal) term used once a 
complaint has been deemed admissible. See also: 
Admissible Complaint. 


Acknowledgment of Receipt(F:Accusé de réception) 
A letter sent to the client to acknowledge that their 
complaint has been registered and a file opened. It 
does not mean that the complaint has been deemed 
admissible. 


ADDRESS [CEAC database code] Client’s street 
address or mailing address. 


Administrative Faimess(F:Equité administrative) The 
legal obligation of administrative (or procedural) 
fairness that applies to all public authorities, 
including OCOL. It includes giving adequate notice, 
disclosing information before decisions are made, 
providing an opportunity to respond, and unbiased 
reasoned decision making. In complaints investiga- 
tions, in order to ensure procedural fairness, the 
Commissioner takes special steps: 1) when an 
individual or institution may be adversely affected 
by a report or recommendations; 2) when the 
Commissioner exercises the right to refuse a 
complaint (See: Section 58, OLA); 3) when the 
Commissioner decides not to support a com- 
plainant’s allegation and ceases investigation. 


Admissibility(F:Recevabilité) The determination that 

a complaint has been made in good faith and is not 
(as described in Section 58 (4) the OLA) trivial, 
frivolous, vexatious, in bad faith, does not require 
further action, does not involve an actual infraction, 
or is outside of the Commissioner’s jurisdiction. 


Admissible Complaint(F:Plainte recevable) A 
complaint that is deemed acceptable for further 
investigation (ie. it is not rejected by the 
Commissioner). The fact that a complaint is 
deemed admissible does not mean that it is a 
Substantiated Complaint. This can only be 
determined by a subsequent investigation. A 
complaint must first be deemed admissible before 
a notice of intent can be issued. Also: Accepted 


Complaint 


ADPT [CEAC database code] Code specifying the 
type of client. A - Association, D - Member of 
Parliament, P - a relative, and T - a third party. 


Anonymous Complaint(F:Plainte anonyme) A 
complaint lodged by a person who choses not to 
give their name or be identified. 


AO(F:BA) Acronym. "Atlantic Office". Regional 
office of OCOL. 


ASSOCIATION [CEAC database code] Name of 
the association that the client represents in an 
official capacity. 


Attachment Gallicism. See: Enclosure 


Audit(F:Vérification) A study bearing on a specific 
situation or problem within a federal institution or 
group of institutions. 


B 


Bilingual Capacity(F:Capacité bilingue) Number of 
bilingual employees within a federal institution or 
unit. 


Bilingual Classification(F:Classification — bilingue) 
Designation under specific regulations of the Public 
Service Commission with respect to an employee’s 
degree of command of their second official 
language. This is done through the Second Language 
Evaluation done by the Public Service Commission. 
There are three types: "C" representing the highest, 
"B" a middle level, and "A" the lowest. A 
classification is done for three categories: reading 
comprehension, written expression, and oral 
interaction. Also: Level 


Bilingual Status(F:Statut bilingue) Status defining 
the linguistic nature or qualification of an employee 
in an office or subdivision of a federal institution, or 
of the federal institution as a whole. 


C 


CAB(F:DPV) Acronym. "Complaints and Audits 
Branch" 


CAIF(F:CAIF) The origin of a complaint made 
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against a federal institution and brought to the 
attention of OCOL. C- individual client, A- an 
anonymous complaint, I- a complaint from an 
association or other organization, F- a complaint 
made on the Commissioner’s initiative. See: CIAF 


CB(F:DC) Acronym. "Communications Branch" 


CEAC(F:CERP) Acronym. "Complaints Evaluation 
and Allocation Centre" 


CIAF [CEAC database code] Specifies the type of 
contact: C- Client Complaint, I- OCOL Initiative, 
A- Anonymous Complaint, F- Commissioner’s 
Initiative 


Citation of Merit(F:Mention d’honneur) See: 
Commissioner’s Merit List 


CITY [CEAC database code] a) Name of the city 
where the client lives; b) Name of the city where 
the infraction occurred. 


CLIENT (ACKNOW) [CEAC database code] Date 
when the acknowledgement of receipt was sent to 
the client. (Day/Month/Year format) 


CLOSED [CEAC database code] Date when the 
communications file was closed, following the 
approval of the director or of the regional 
representative. (Day/Month/Year format) 


CO(F:CC) Acronym. "Commissioner’s Office" 


COL(F:CLO) Acronym. "Commissioner of Official 
Languages" 


COMMENTS [CEAC database code] Comments 
concerning the progress of an investigation. 


Commissioner’s Merit List(F:Mentions d’honneur du 
Commissaire) A recognition of superior 
performance and achievement in four categories 
(Service to the Public, Language of Work, Equitable 
Participation, Program Management) by the 
Commissioner of Official Languages every year. 
Specifically, federal institutions are judged on the 
degree of success with which the individual elements 
of the OLA have been implemented and evidence of 
significant progress over a period of time (especially 
during the previous 12 months). 


Communication(F:Communication) Any complaint 
or request for information, oral or written, that is 
brought to the attention of OCOL. 


Complaint(F:Plainte) A complaint made, under the 
provisions of the OLA, against a federal institution. 
It may be transmitted to OCOL by any number of 
means. The receipt of a complaint causes a file to 
be opened . The making of a complaint does not in 
and of itself cause it to be considered an admissible 
complaint. See: ADPT, CAIF, Admissibility 


Complaint Not Made in Good Faith(F:Plainte de 
mauvaise foi) See: Frivolous \Vexatious, etc. 


Corrective Measure(F:Mesure corrective) a) An 
intervention from OCOL that is deemed 
appropriate to bring about a greater respect of a 
provision (or many provisions) of the OLA by a 
federal institution implicated in a complaint. b) 
Mesure taken by an institution to solve a problem. 


Court Challenges Program(F:Programme de contes- 
tation judiciaire) A federal program set up in 1978 
to facilitate constitutional challenges to certain 
provincial and federal laws. 


Court Remedy(F:Recours judiciaire) Subsequent to 
Part X of the OLA, it is the use of the Federal 
Court to resolve a complaint against a Federal 
institution by the OCOL on behalf of a 
complainant. It is normally a measure of last resort. 


CSB(F:DSG) Acronym. "Corporate Services 
Branch" 


CSROB(F:DSCOR) Acronym. “Commissioner’s 
Secretariat and Regional Operations Branch" 


D 


DCOL(F:S-CLO) Acronym. "Deputy Commissioner 
of Official Languages" 


Descriptive Brochure(F:Brochure explicative) A flier 
or publication which describes the provisions of the 
OLA or the prescribed period in which to take 
judicial recourse with respect to a complaint falling 
under the provisions of the OLA. 


Desk Officer(F:Portefeuilliste) See: Module Manager 


Draft Version of a Report(F:Ebauche de rapport) 
Preliminary version of report to be submitted by 
OCOL to a federal institution that is the subject of 
a complaint and to the complainant in conformity 
with the provisions of Section 60 of the OLA. This 
is done in order to provide both sides with an 
opportunity to respond before the closure of an 
investigation. 


E 


Enclosure(F:Piéce annexée/incluse/jointe) The 
annexing to a complaints file copies of any letters, 
reports or brochures which support the contents of 
a letter or message from OCOL to the federal 
institution which is the subject of a complaint. 


END CODE [CEAC database code] Code 
indicating reason for "END TYPE". (1- Withdrawn 
by client, 2- Trivial, 3- Frivolous/vexatious/in bad 
faith, 4- Further action unnecessary, 5- No 
infraction, 6- Non-jurisdictional) See also: END 
TYPE: 


END TYPE [CEAC database code] If a complaint 
investigation was terminated, or the communication 
was referred to another agency for follow-up. (I - 
investigation interrupted or discontinued, T - 
communication referred elsewhere) 


Enhanced Investigation(F:Enquéte approfondie) A 
type of investigation that requires considerable time 
and energy because of the complexity and scope of 
the complaint. Such complaints involve interviews or 
spot checks and_ generally result in 
recommendations to the institution involved in a 
complaint. On average enhanced investigations last 
three to six months although some may take longer. 
It is an administrative consideration not meant to 
imply that complaints receiving such treatment are 
in any way more important that those that are 
handled through a summary investigation. See also: 
Summary Investigation 


Equitable Participation(F:Participation équitable) 
Subsequent to Section 39 of the OLA, it is the 
commitment to equal access to positions within 
federal institutions without regard to an individual’s 
first official language or ethnic origin. It is one of 
four general categories for which complaints can be 
received. It is also a category for which federal 
institutions can be considered for the 


Commissioner’s Ment List. 


Evidence(F:Preuves) Elements of proof that prove 
or disprove that the subject of a complaint against 
and/or a particular situation within a federal 
institution constitutes a contravention of the OLA. 
Evidence form the essential part of findings. See: 
Findings 


F 


Federal Court of Canada(F:Cour fédérale du 
Canada) Specifically the Trial Division. Referred to 
in Section 76 of the OLA, it is the body which is 
responsible for deciding complaints brought before 
it under provisions of the OLA. 


File Review(F:Examen du dossier) An analysis of 
the contents of complaints file in order to ascertain 
whether or not all administrative, policy, procedural 
and legal requirements have been properly 
addressed. 


FILE REVIEWED [CEAC database code] Date 
when the file was reviewed by a quality control 
analyst. (Day/Month/Year format) 


Federal Institution(F:Institution fédérale) Any 
institution of the Parliament or Government of 
Canada as defined by Section 3 of the OLA. 


FILE NUMBER [CEAC database code] File 
number of the complaint in the form 9999-YY- 
XXX. The first four digits represent a unique file 
number for the year, YY represents the year of the 
complaint, and XXX represents the institution code. 


FINAL CONTACT [CEAC database code] Date 
when the final contact was made with the client or 
institution. (Day, Month, Year format) 


Findings(F:Constatations) Data and information 
gathered pertaining to provisions of the OLA, 
complaints, requests for information, and audits. 
The findings, and their analysis, form the basis of all 
of the Commissioner’s conclusions, 
recommendations, actions, positions, and reports. 
See: Evidence 


FIRST NAME [CEAC database code] The client’s 
first name, if known. 


FOCUS 1, 2, 3 [CEAC database code] Category 
assigned to resolved complaints for reference 
purposes. (1 - Oversight, 2 - Systemic problem, 3 - 
Other, 4 - Retained for annual report) 


FOLLOW-UP [CEAC database code] Date on 
which a follow-up to a complaints file must be done. 


FOLLOW-UP COMPLETED [CEAC database 
code] Date when a follow-up was completed. (Day, 
Month, Year format) 


Formal Investigation(F:Enquéte formelle) An official 
inquiry initiated by a Notice of Intent: 1) when a 
complaint cannot be satisfactorily resolved through 
informal means; 2) when an alleged infraction is 
judged to be of a particularly serious nature, 
requiring the attention of an institution’s senior 
management. 


Frivolous/Vexatious /Not Made in Good Faith(F:Fu- 
tile/vexatoire/de mauvaise foi) Subsequent to 
Section 58(4)(b) of the OLA, a complaint in which 
one or more of the following apply: 1) on face 
value, the complaint has no obvious merit and is 
lacking in factual or legal validity; 2) the 
complainant is not concerned in resolving the 
complaint but wishes only to use OCOL to annoy or 
embarrass a federal institution; 3) the complainant 
is acting dishonestly by purposefully misleading 
OCOL with respect to the complaint (eg. 
misrepresents facts, improper ulterior motive). 


G 


GOVERNOR [CEAC database code] Date on 
which an investigation report was sent to the 
Governor-in-Council. 


GROUPING (REG) [CEAC database code] 
Grouping code identifying the region or sector of an 
institution’s operations. 


I 


ID [CEAC database code] A client’s identification 
number. 


INCIDENT [CEAC database code] Date that the 
infraction occurred. (Day/Month/Year format) 


Informal Investigation(F:Enquéte informelle) An 
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inquiry conducted by a CAB or regional officer 
through informal contacts, in order to verify and 
document facts surrounding a complaint in order 
bring about the necessary corrective action within a 
reasonable time. 


INFR.TYPE [CEAC database code] Code 
indicating the type of infraction. 


INFRACTION CODES [CEAC database code] 
Code for the actual infraction. Not to be confused 
with the type code which indicates a category. 


INI.CODE [CEAC database code] Numerical code 
identifying the reason that a complaint was rejected. 
(1- Withdrawn by client, 2- Trivial, 3- 
Frivolous/vexatious/in bad faith, 4- Further action 
unnecessary, 5- No infraction, 6- Non-jurisdictional) 


INI.TYPE [CEAC database code] Category initially 
assigned to the communication from the client. (D - 
request for information, P - accepted complaint, R - 
rejected complaint) 


INITIAL CONTACT [CEAC database code] Date 
that a client was first contacted by OCOL. 


INST-CODE [CEAC database code] Code for the 
institution involved in the infraction. 


Institution Cited(F:Organisme mis en cause) The 
federal institution that is the subject of a complaint 
and is the one specifically referred to in the Notice 
of Intent. 


Intake Officer(F:Agent de réception) Any OCOL 
officer who, in the function of their duties, receives 
a communication. See also: Communication 


Investigating Officer(F:Enquéteur) The officer 
delegated by the Commissioner of Official 
Languages to investigate an admissible complaint 
against or an audit of a federal institution. The 
officer is responsible for the specific file as well as 
any subsequent communication, interviews, etc. until 
such time as the investigation is completed or the 
file has been transferred to another officer. 


INVESTIGATING OFFICER [CEAC database 
code] Name of the officer handling the 
communication of a complaint. In Ottawa, only the 
last name of the investigator is used, In the regional 


offices, the regional office name is followed by the 
investigator’s last name. 


Investigation(F:Enquéte) The process by which the 
Commissioner of Official Languages determines 
whether or not the particulars of a complaint 
deemed admissible are justified or without 
foundation. It is on the basis of an investigation 
(usually delegated by the Commissioner to an 
investigating officer) that the Commissioner will 
make any recommendation or ruling. 


Investigation Discontinued(F:Enquéte interrompue) 
An investigation that is discontinued when: 1) it 
becomes clear that there is no infraction of the 
OLA; 2) further investigation is unnecessary as it 
would achieve no practical benefit to the complain- 
ant nor to the public; or 3) the complaint is with- 
drawn by the client. 


J 


Jurisdictional Complaint(F:Plainte relevant de notre 
compétence) A Complaint concerning a federal 
institution (as defined by Section 3 of the OLA) 
which falls within the purview of the OLA. 


Justified Complaint(F:Plainte fondée) See: Sub- 
stantiated Complaint Also: Founded Complaint (not 
recommended usage) 


L 


LANG. [CEAC database code] Language involved 
in the infraction. (E - English, F - French) 


LANGUAGE [CEAC database code] Client’s 
assumed first official language. (E = English; F = 
French) 


Language (Official) of  Preference(F:Langue 
(officielle) préférée) The official language which a 
person claims to use more easily and they prefer for 
use in their work or in receiving services. Also: 
Principal or First Official Language. 


Language of Service(F:Langue de_ service) 
Subsequent to Part IV of the OLA, it is the 
language to be used in the provision of services by 
a federal institution to the public in the client’s 
official language of choice. 


Language of Supervision(F:Langue de surveillance) 
A concept within the framework of Language of 
Work which deals with the language abilities of 
federal employees in supervisory positions. It 
involves the capacity of supervisors to give 
instruction and transmit information to subalterns in 
the latter’s official language of preference. 


Language of Work(F:Langue de travail) Subsequent 
to Part V of the OLA, it is the consideration which 
enables employees of federal institutions to use the 
official language of their choice in their work, 
notwithstanding the terms and conditions set out in 
the OLA. 


LAST NAME [CEAC database code] The client’s 
last name. 


Legal Opinion(F:Avis juridique) Request made to 
Legal Services of OCOL in order to answer 
questions concerning the interpretation of the OLA 
by an investigator. The investigator is required to 
follow a specific procedure in order to obtain a 
legal opinion concerning a complaints file (e.g. the 
investigator must first discuss specifics of the 
problem involved then refer the matter to the 
Director General of the CAB before it is finally 
sent to legal services). 


LEGAL OPINION (Y/N) [CEAC database code] 
Code which indicates whether a legal opinion was 


obtained from OCOL legal services. 


LEVEL [CEAC database code] Code presently not 
in use. 


Linguistic Audit(F: V érification linguistique) An audit 
with respect to the use of official languages. In the 
context of OCOL this constitutes an Audit. Also: 
Official Languages Audit. See: Audit 


LOS(F:LS) Acronym. "Language of Service" 
LOW(F:LT) Acronym. "Language of Work" 


LTPX [CEAC database code] Manner in which the 
complaint or request for information was 
communicated to OCOL. (L - by letter, P - in 
person, T - by telephone, X - other, e.g. OCOL 
initiative) 


M 


Merit List(F:Mentions d’honneur) See: 
Commissioner’s Merit List 


Module Manager(F:Gérant de module) Designated 
CAB officer responsible for the coordination of 
information and operation of a module within CAB. 
The officer is also responsible for monitoring the 
overall situation (with respect to the OLA, etc.) of 
one or more federal institution and giving relevant 
reports to the Commissioner.(Each module consists 
of a designated list of federal institutions). It is not 
a supervisory position. 


MOST RECENT [CEAC database code] Date 
when the most recent contact was made with the 
client or institution. (Day/Month/Year format) 


MSO(F:BMS) Acronym. "Manitoba and 
Saskatchewan Office". Regional office of OCOL. 


N 
Non-jurisdictional Complaint(F:Plainte hors 
compétence) A complaint concerning a provincial 
institution, municipal institution or private 
enterprise which is not covered by the OLA. 


Notice of Intent (to investigate) (F:Préavis d’enquéte) 
Subsequent to Section 59 of the OLA it is the 
physical notice given by the Commissioner of 
Official Languages to the deputy head or other 
administrative head of any federal institution 
concerned, of his intention to carry out an 
investigation following the receipt of a complaint or 
on his own initiative. It is the first step of any 
investigation and must be done before the actual 
investigation itself may begin. Also: Notice 


NOTICE OF INTENT [CEAC database code] Date 
when the notice of intent to investigate a complaint 
was sent to the institution concerned in the 
complaint. (Day/Month/Year format) 


Notice of Intent of an Enhanced Investigation(F:Pré- 
avis d’enquéte approfondie) A special Notice of 
Intent that indicates as well that the nature of the 
investigation to be performed by OCOL will be that 
of an Enhanced Investigation. 


Oo 


OBLIGATION (0/Y, N, ?) [CEAC database code] 
Obligation under the regulations to offer bilingual 
services according to the percentage of Anglophones 
or Francophones, the OLR, or the OLA. 


OCOL(F:CoLO) Acronym. "Office of the 
Commissioner of Official Languages" 


OCOL Initiative(F:Initiative du Commissariat) An 
investigation conducted as the result of a 
contravention of the OLA observed by the 
Commissioner of Official Languages or by an 
employee of OCOL. See also: CAIF 


Official Languages Act(F:Loi sur les langues 
officielles) Law of the Government of Canada which 
oversees all matters with respect to the use of both 
French and English in federal institutions inside and 
outside of Canada. It is the legal basis for the Office 
of the Commissioner of Official Languages and lays 
out the general parameters of its operations with 
respect to the public, federal institutions, parliament 
and the judiciary. 


Official Languages Regulations(F:Réglement en 
matiére de langues officielles) Set of regulations 
passed 16 December, 1991 (Canada Gazette, Part II, 
Vol.126, No.1) issued by the Governor in Council 
on recommendation of Treasury Board and enacted 
by virtue of the OLA. They outline specifics of the 
manner in which communications with and services 
to the public are to be given in either official 
language. See also: OLA 


OL(F:LO) Acronym. "Official Language" 
OLA(F:LLO) Acronym. "Official Languages Act" 


OLR(F:RLO) Acronym. “Official Languages 
Regulations" 


On-site Investigation(F:Enquéte sur place) A method 
used in either a Summary Investigation or an 
Enhanced Investigation. The Policy Bulletin on 
Section 91' outlines where an on-site investigation 
is normally indicated. 


OO(F:BO) Acronym. "Ontario Office". Regional 
office of OCOL. 


Oversight(F:Erreur de parcours) An isolated case 
where an infraction of the OLA has occurred as the 
result of an inadvertent error on the part of an 
employee of a federal institution. 


P 


Paragraph(F:Alinéa) Title of a division within a Sub- 
section of a Section of a law or statute (or Part 
thereof) which has a number assigned to it (e.g. 
Section 23(2)(a)). It may contain a further sub- 
division such as a Sub-paragraph. 


Part (1,17, IV,...)(F:Partie (1,I,IIL,IV,...) Refers to 
division of the OLA with its own title or heading 
which contains one or more sections of the Act. 


PB(F:DP) Acronym. "Policy Branch" 


PD Day Abbreviation. "Professional Development 
Day" 


POSTAL CODE [CEAC database code] Postal 
code for the client’s street address or mailing 
address. 


Precedents(F:Précédents) Decisions and/or positions 
taken in the past concerning the results of studies or 
complaints which provide insight into current studies 
or complaints. b) The re-occurrence of specific 
cases, events and/or complaints with respect to a 
federal institution. 


Prescribed Period(F:Echéance préscrite) Subsequent 
to Section 77 (2) of the OLA, it is the sixty day 
period during which an application for court remedy 
may be made with respect to a complaint or an 
unresolved problem with a federal institution. 


Professional Development Day(F:Journée 
pédagogique) Information and/or training session 
held at regular intervals organized by and for 
Complaints and Audits Branch (CAB) employees as 
well as for regional employees who deal with 
complaints. 


Program Management(F:Gestion du programme) In 
the spirit of the OLA, it is the putting in place of 
the necessary infrastructure and _ internal 
mechanisms to fully implement all aspects of the 
official languages program. It is one of four general 
categories for which complaints can be received. It 


is also a category for which federal institutions can 
be considered for the Commissioner’s Merit List. 


PROV. [CEAC database code] Code for the 
province where the infraction occurred. 


PROV. ORG. [CEAC database code] Code for the 
province where the client lives. 


PROVINCE [CEAC database code] Name of the 
province where the client lives. 


Q 


QO(F:BQ) Acronym. "Quebec Office". Regional 
office of OCOL. 


Quality Measurement Centre(F:Centre de mesure de 
la qualité) A responsibility centre established within 
the Complaints and Audits Branch specifically 
assigned to measure and monitor trends within 
OCOL with respect to quality assurance. 


R 
REC. AT CEAC [CEAC database code] Date when 
the communication from the client was received by 
CEAC (Day/Month/Year format) 


REC.OFFICE [CEAC database code] Indicates the 
office of OCOL that received the complaint. 


REC.OFFICER [CEAC database code] Name of 
the reception (intake) officer who received the 
complaint. 


Receivable Gallicism. See: Admissibility 


RECEIVED COMM [CEAC database code] Date 
on which the communication was received by the 
intake officer. (Day/Month/Year format) See: 
Communication 


Referral(F:Renvoi) The act of referring a non- 
jurisdictional complaint or request for information 
to the appropriate authority for action or follow-up. 
Referrals are normally made with the permission of 
the client. 


REFERENCE (Y/N) [CEAC database code] 
Reference to regulations emanating from the OLA. 
See also: "OLR" 


Request for Information(F:Demande de renseigne- 
ment) A query relating to the OLA, official 
languages policy, programs, rights and/or 
responsibilities (in general or with respect to 
federal /non-federal institutions). 


Result(F:Résultat) An appropriate result following 
a complaint and made within a reasonable time 
delay. It may be anything from a simple resolution 
of a problem, a recommendation to court action. 


RESULT [CEAC database code] Code indicating 
the result of a complaint investigation. (1 - 
Summary investigation, 2 - Enhanced investigation, 
3 - Recommendations) 


RMB(F:DGR) Acronym. "Resource Management 
Branch" 


ROB(F:DOR) Acronym. "Regional Operations 
Branch" Short version of CSROB. 


Ss 


Section(F:Article) Title of a division within a law or 
statute (or Part thereof) which has a number 
assigned to it (e.g. Section 23). It may contain 
further sub-divisions such as a Subsection, Paragraph 
or Sub-paragraph. 


SECTION [CEAC database code] Section of the 
OLA being referred to. 


Service to the Public(F:Service au _ public) 
Subsequent to Part IV of the OLA, it is the 
requirement by federal institutions to provide 
services to the public in either and/or both official 
languages. 


Significant-Demand Office(F:Bureau a demande 
importante) An office of a federal institution which 
has been defined as being required to provide 
bilingual service by virtue of stipulations contained 
in the OLA and/or the OLR. 


SM(F:HD) Acronym. "Senior Management" 
Statement(F:Déposition) Information, explanations, 
interpretations of facts and/or events provided by 
an interviewee or correspondent to OCOL. 


Status of Investigation(F:Etat de Venquéte) The 
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communication with a complainant describing any 
progress (or lack of progress) with respect to a 
specific complaints file. It is an intermediate step in 
an investigation. 


(SUBJECT ) [CEAC database code] Grouping code 
identifying the specific subject of a complaint 
against an institution. 


Sub-paragraph(F:Sous-alinéa) Title of a division 
within a Paragraph of a Sub-section of a law or 
statute (or Part thereof) which has a number 
assigned to it (e.g. Section 23(2)(a)(1)). Note: The 
OLA does not have any sub-paragraphs. This entry 
pertains to Canadian legislation in general. 


Sub-section(F:Paragraphe) Title of a division within 
a Section of a law or statute (or Part thereof) which 
has a number assigned to it (e.g. Section 23(2)). It 
may contain further sub-divisions such as a 
Paragraph or Sub-paragraph. 


Substantiated Complaint(F:Plainte fondée) A 
complaint which is well founded in law, justified by 
interpretations of the OLA by the Commissioner 
(or his delegated representative) and, following an 
investigation by OCOL, considered to be a 
contravention of the OLA. Not to be confused with 
Admissible Complaint. Also: Founded Complaint 
(not recommended usage) 


Substantiated Report(A:Rapport motivé) Subsequent 
to Section 62 (2) of the OLA, It is a report which is 
based on good grounds giving proof for the validity 
of the claim made by the report. It contains the 
subject matter, those findings that have a bearing, 
conclusions exuded and any recommendations 
supported by the findings and the conclusions of the 
report. 


Summary Investigation(F:Enquéte sommaire) A type 
of investigation that applies to complaint cases 
whose resolution is relatively simple. Generally they 
require simple straight forward procedures but may 
take up to three months to complete. They may 
involve an on-site investigation. See also: "Enhanced 
Investigation" 


Summary of Incident(F:Résumé de lincident) A 
brief description of a complainant’s allegations 
against a specific federal institution. 


SUMMARY OF INCIDENT [CEAC database 
code] Summary of the complainant’s allegations. 


SUMMARY OF RESULT [CEAC database code] 
Summary of the results of the investigation or of the 
information supplied. 


Systemic Problem(F:Probléme  systémique) A 
situation involving an infraction of the OLA that 
goes beyond the responsibility of an individual 
employee and is the result of a deficiency in the 
management of the official languages program 
within the concerned federal institution. 


T 


TELEPHONE (H) [CEAC database code] The 
client’s telephone number at home. 


TELEPHONE (W) [CEAC database code] The 
client’s telephone number at work. 


TITLE [CEAC database code] The abbreviated 
form of address for the client (e.g. Mr., Mrs., etc.). 
If an asterisk appears in front of the title this 
indicates that the individuals address is incomplete. 


TREASURY BOARD [CEAC database code] Date 
on which an investigation report was sent to the 
Treasury Board president under Section 63 (1) of 
the OLA. 


Trivial Complaint(F:Plainte sans importance) Sub- 
sequent to Section 58(4)(a), a complaint which 
concerns linguistic irregularities of little importance 
or consequence in terms of the public interest or 
that of the complainant. 


x 


Vexatious Complaint(F:Plainte vexatoire) See: 
Frivolous/Vexatious, etc. 


1. Produced by the Complaints and Audits Branch of OCOL, 16 
November, 1990. 


OCOL/CAB 
[JDF\DICTIO1.COL/19940411.12:17] 
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